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Dear Ms. Donch,

The Georgia Public Service Commission respectfully subinils the enclosed complaiut log in
connection with the provisioning of Telecommuuicarions Relay Service pursuant to Section
64.604(c)(ii) of the FCC's rules. Hamilton Relay, with corporate offices located at 1001 12"
Street, Aurora, NE 63818, is under contract with the State of Georgia Lo provide
Telecommunicanons Relay Service.

Hamilton tracks all complaints and all other customer service activily for the Siate of Georgia.
The State of Georgia’s complaint summary is associated with the Iollowing database categories:

Miscellaneous External Comnplaints
LEC Extemal Busy

911 Exrernal Calls

No Motice of How to Complain to FCC
CA Accuracy/Spelling/¥erbatiin

CA Gave Wrong luformation

CA Did Not Keep User [nformed

CA Hung Up on Caller

CA Misdialed Number

CA Typiug Speed

Didn't Follow Voice Mail/Recordivg Procedure
CA Typing

Linpreper Use of Speed Dialing

Poor Vocal Clarity/Enunciation

s ¥ = 4+ & @& & & & % &+ 9 ¥y 2

No. of Copies rec'd
Lisl ABCE?E o —O—t‘j—‘




Improperly Handled ASL or Related Culture [ssues
Improper Use of Call Release
Improper Handling of Three Wayx Calling

+ (aller ID Nol Working Properly

« Improper Use of Cuslomer Deta

» Fraudulent/Harassment Call

e Replaced CA Tmproperly in Middle of Call
» Didn’t Follow Einergency Call Handling Frocedure
s CA Dudn’t Follow Palicy/Procedurs

+ Confidentiality Breach

« Spanish o Spenish Call Handling Froblems
» Miscellaneous Service Complaints

¢ Ringing/No Answer

¢ Speech to Speech Call Handling Problems
s Comnect Time (TTY-Voice)

¢ DBusy Signal/Blockage

s  ASCHI/Bandor Break-down

¢ ST5 Break-Down

s HCQ Break-Down

v Relay Nol Aveilable 24 Hours a Day

« 711 Froblems

s V(O Break-Down

» Miscellaneous Technical Complaints

« Line Disconnected

s Carrier of Choice not Available/Other Equal Access
¢ (CapTel Complaints

Hamilton processes any complamt, which originates via e-mail, fax, telephone, regular mail,
outreach evenrs, at the workslalion, etc. Those complainls and resolutions are reflected m this
report. Hamilton normally provides a resolution w all complaints within 72 hours. The
complainls enclosed are resolved.

In the Miscellanequs External and Fraudulent/Harassment Call categanes, you will find seversl
complaints that we believe lo be ssociated with frandnlent activity over Intemet Relay.
Hamiliou coudinues o implement protocols specifically designed 1o preveul calls originaling
from an iniernational [P address from accessing the relay.

Georgia Reley has received a lolal ol 41 complants in violation of FCC mandatery minunnm
standards fer the time perod June 1, 2009 through May 31, 2010.

Please feel free Lo contact myself at 404-656-0995 or Dixie Ziegler with Harmmilten Relay at 804(-
618-4781 V/TTY with any gneslions regarding the above.,




Georgia Relay 2010 FCC Complaint Report

&1/09 1o

531/10

Service Compigints--C.4 Did not Keep
User Informed

Tequire Qate 2/1/°2010

Record 1D 20970

Lall Taken By Customer Service
CA Number

Respended By LaShonda
Respanse Date 37172010
Rexplungn Date 2712814

Customer staled that the CA did oot Lype “ringing” or "answering machiue” on 3
call twice this moming, Cuswiner alsn sued that the CA gave inforinalion 1hat
was nol verbatim for the greeling on the answering maching,

Cuslumer Service apologized and stated that the CA would be counseled. CA
was cowtseled and customer was salislied,

Service Complaints--CA Hung Up on
Calfer

fnquirg Date 1°6/2010
Record ID 20737

Call Taken By Supervisor
A Number 3008
Responded By Ebany
Response Date 1122010
Resolurion Daie 1/1/3010

Custoaner stated that 2 family member was calling ber through the relay and e
CA was announcing the relay, the cuslowner was saying "okay" (o et the CA
know hal she was Taniliar with the relay, The customer staled that the CA
continued (o anncunce the relay allhough ihe cusiomer kepl saying "okay". CA
then hung up on the terminaling party,

Superviser [orwarded call informaion 10 the wthnical departmenl. The techincal
departmeni discovered the Ca did disconnsct the call. CA was lerninated and
cusromer was noliled.

Service Complainis--CA Hung Up on
Caller

Inquire Date #'103010
HRecord ID 71383

Caff Taken By Lead CA
CA Number 3116
Respanded By Qulawann
Response Date 4102010
Resoludon Daie 4102018

Custoner slated that Ca disconnected the call when they requested 911,

Custamer Service apelogized and siated that CA would be comnseled. CA was
caunseled and cusloiner was satisfied.

Service Complaints—-CA Misdialed
Number

Inquire Date 1279/3009
Record ID 20623

Call Taken By Supcrvisor
CA Mumber QT
Responded By LaShonda
Response Date 12/1173008
Resolution Dave 127112009

Custoaruer stated that the wrong number was dialed and requesied a credin far
their call.

Cusloner Service apologized and requesied a copy of the cusiomen's bill when
received lor possible reimbureemenl. Custonier Service offered the mailing
addess 1o send their bill. Custoner enderstood.




Service Complaints—CA Misdialed

Number

Juguire Date 1182018

Reeord ID 218685

Call Taken By Cusiomer Service
CA Number

Responded By Jody

Response Dare 1182010
Resolution Date 1/18/2018

Cusiomer slaled thal the CA dialed Lthe incormeet number and inguired if hey
would be cliarged since e customer hung up righl away,

Supervisor explained thal il Lhe call was disconnected belore the e way
answered_ there should be no charge for e call. Supervisor eaplained Lbhal il a
bill was teceived o contact the relay lor poasibly reimbusemenl. Cutlomer was
galis[led.

Jervice Complaine--CA Typing

Inguire Date 171173010
Krcond TD 21141

Cafl Taken By Lead CA
CA NMumber 5150
Rrsponded By Charod
Response Date 171172018
Resolurlon Date M1 1:2810

Cusmmer staled lhal Lhey were upable ke conunnmeare with the TTY wser, as the
CA slopped ryping and did notl respond.

Cuslgmer Service forwarded infomaltion 1o the leclinical depariment. Tle
teehnical depariment discovered that Lhe call occurred during a lechuical issue al
Lhe relay, which was resglved al thal lime, Cusmmer Service nolified the
cwitomner and apologized lor any inconvenience, Cuslomer vndersiood.

Service Complainis—
FroudulentHaraxssmenr Call

Inguive Dute ATR2000
Record ID 19222

Call Faken By Customer Service Rep

CA Number

Responded By LaShonda
Response Dare &714/200%
Resolurion Date &7 142008

Cusionter bas been receiving hamesing telephone calls through the relay.

Cusiomar Service suggested that the customer contact their local Lelephone
company ¢r reperl the incident 1o law enforcement. Cuslemer Service explained
that ([ the customer conlacis law enforcemenr then law enforceinent inay issue a
couri order. Al thal lime call infonnalion 1nay be released io the Cour.
Cusiomer underslood.

Service Camplaines--
Frogdulent/Horassment Calt

Inguire Dare 6/24/2009

Reocord 1D 19301

Call Taken By Customer Service
LA Number

Responded By La¥honda
Responze Date 67262009
Besolution Date 6724°2009

Cuatomer lias been receiving liarassing leleplone calls Lrough the relay.

Cusiemer Scevice sugoesied that the cusiomer contact their lacal welephone
voempary 9c reporl the incident w law enlorcement. Cudlomer Serviee eaplained
that ir' the customer conlaels law enipreement then law enforcement may issne a
court prder Al that timea call informalion may be released Lo (he Court,
Customer underatod.




Service Complatnts—
Fraudulent:Harassment Call

Inquire Date &27200%
Record ID 19344

Call Taken By Supervisor
CA Number

Besponded By Latrice
Resporse Daie 8272000
Resolution Date &/372009

Custamer hay glated that his bank called Lim Lo infonin hilo thal someone i3 using
vur relay to bry Ly gain access o his bank accoun:,

Bupervisor suggesied that the cuslomer repart Lhe wnicident la law enforcement.
Supervisor cuplamed that il e cuslomer conkacts law enforcement tien law
enlorcement may 155ue 7 sourt arder. Al thac time call information may be
released lo the Condt. Cuslomer underswod

Kervice Complaints—
Froudulent:Harassment Calf

Inqutre Date 82472000

Reeord ID 19703

Call Taken By Customer Service
CA Mumber

Customer has been receiving harassing \elephone calls theough the relay.

Customer suggesied thal the cuslomer conlacl their loca) lelephidtie compauy or

Responded By LaShonda repon the incident o lyw cnforcement. Coemmer explained thal il the cusiamer
Response Date 8242009 contacls law cotorcement Then law enforcenient inay issuc a conn order, At that
Resolption Dale 8242009 liine call informaiion may be roleared 1o The Courl. Curloiner undersiond.
Service Complainis— Custemer hay been receiving haraseing lelephone calls through the nelay.

FroudulentHarassment Caff

Inguire Date $T072009

Record [D 19816

Call Taker By Customer Service
CA Number

Respended By LaShonda
Respense Dare 97102009
Reselatien Daie 9/18/2009

Custawmer Service supaesied that the customer contact their local telephone
company ar réporl Lhe incident o law enflorcemenl. Customier Service explained
that ifthe customer conlacts law enforcemenl hen law enforcement inay issue a
court order. AT that time call infarmation may be released o the Courl.
Custainer undersiood.

Lervive Complaints—
FraudutentHarassment Call

Tnguire Pate 11102009

Record 1D 20402

Call Taken By Cuxtomer Service
CA Mumber

Responded By LoShonda
Respornse Dae 1112009
Resoiution Date 11112009

Cusloner has been receiving harassing or fraudulent lelephone calls through the
relay.

Customer Service suggested Lhal Lle cuslonier contact Ltheir local 1elephone
company or reporl the incident (g law enforcenient. Cuslomer Service explained
that if the rustamer contacts law enforcement then law enforcemnenl niay issue 3
coun erder. At thal ime call informalien nmay be releazed Lo e Court.
Custoner widersizad.




Service Complaints--
Fraudulept/Harssmenr Call

Inquire Date 12/142009

Record ID 20487

Call Taken By Customer Service
4 Number

Responded By LaXhonda
Respense Dale 12142009
Resodutlon Date 12772809

Customer has been peceivinp harassing telephone calls through the relay.

Cuslowner suggesied thal the cusiomer contact Lheir local lelephone company or
repord e incidenl 10 law enforcement. Customer Service explaiued thal if the
cuslomer cotldcts law enlorcement then law enlorcemenl nay issue a conrl
order. Al thal tine call information may be released Lo the Courl. Cusloner
undersioad.

Nervice Complainty—
Froudulent’/Horassment Cafl

Inquire Date 22162010

Record ID 21043

Call Taken By Customer Service
CA Number

Respanded By LaXbonda
Response Date 21873010
Rexolution Dare 218701

Cuswomer has been receiving barassing Elephone calls throngh e relay.

Customer Servier suggesied that the cusiomer conlact iheir local elephone
compeny of repan the incidenl w law enforcement. Customer Service eaplained
that if the cuswomer contacts law enforcement then law cnlncement may issus a
conn order. At thal time call infprmation may be released w the Counl,
Customer undergioml.

Service Complodits—
Frauduleni/Harassment Calf

Inguire Dave 4152010

Record ID 21418

Call Taken By Cusiomer Service
CA Mumber

Responded By LaShanda
Response Dare L5201
Bexofation Dare 47152018

Cuslomer bas been receiving hamssing Iclephone calls through the relay.

Cusloner Service suggesled thai the cueremer contacl thei; lecal 12lephone
colnpany ot reporn the incident o law enfercement. Cuslomer Service explained
that il the customer contcts law enforcement then law enforcement may iEFue a
coun order. Al that time call information may be released 1o e Courl.
Cuslomer understood.

Kervice Complaints--Miscellaneous

Inquire Date 82252009
Record 1D 19727

Colt Token By Supervisor
CA Number 07
Rezponded Ry Chaxy
Response Date 87252009
Resolution Date 8352009

Custoiner inguired aboul using lext inessaping tw contact the nelay uging his cell
phone.

Supervisar explained that we do ual have any such service in place ar this tGme,
Cuslomer undersiood,




Jervice Complaints—Miscellaneours

Inguire Date 12/78/2009
Recerd ID 20480

Coll Faken By Suparvisor
LA Number

Rrsponded By L aShonda
Response Daie 1277177009
Rresolution Dare F372 52009

Cuslomer stated that they recenily have experienced longer waiis before 2 CA
answers and the CAs are nol handling their calls praperly.

Cusioaner Service apologized and explained that the relay had eapenienced higher
vall volumeg due 1o the helidays, Cusiomer underseod, Customer Service
inguired apecific call informiation but costoner refused.

Service Complaints—Miscefianvoux

Inguire Daie }7302010
Record ID 20925

Call Takern By Lead CA
CA Number 3115
Responded By Savarrah
Response Date [28° 2010
Resvlution Dale 120020710

Cugicnner siaied that el pave CA the oumber 1o dial und the CA had 10 ask the
corlomer 1o repeal the nuntber three tiines. Cusiomer requested a dilferent CA Lo
process ieir cail.

Lead CA apologized and replaced the CA, call was processed. CA was counseled
and cuslomer was galisfled.

Service Compiaints—Miscellaneour

Inguire Dare 4/14/7010
Record ID 21411

Call Token By Lead €A
A Number

Responded By LaSharda
Response Dare 47132010
Resolurion Dafe 47132010

Custoner staied thal their nwilwr received a telephone bill through Sprint for a
eall for relay calls, bur their mother is nol a relay user. was a charpe from Sprint
from the relay and did not think this wad fair cogtomer's mother is not & relay
UEEL.

Cuewnner Service apologized and requesied a copy of the bill. Cuslomer Service
explained hiow relay bills calis. Custoiner undersiood and stated that they would
conlicd Sprust.

Technical Complainis—Line
Disconnected

fngquire Date 6/6200%
Record ID 9148

Call Taken By Lead CA
CA Number

Responded By Cherplen
Response Date 6672009
Resolution Date A28/2009

Cuelomer stated that their calls through the relay had been disconnecled. CA on
thiz call miormed cusmomer Lhal there was ronble on the line. Cuslonier
requested a Supervizor 1o process call,

Supervizor assisled the CA 1o proceas the call without any further problems or
withoul & prewanare discounect,




CapTel—Camplatnts

Ingwire Date &'8/2009
Record ID 123411

Call Taken By CTH

CA Nowber

Responded By J.5.
Reyponse Date 682009
Resolniion &'82009

DialingSewp - Call Waiting,

Advized custiomer of proper programming of Call Waiting block for successul
wuthaund caplioned calling. Confinned this adjusiment resolved cusloiner's
EXPENISLCE.

CapTel—Complaints

Inguire Date 7/22100%
Record 1D 131420

Caff Taken By CT!

CA Number

Responded By MMa
Retponse Date 7212009
Resolatian /222009

Dialing/Setap - Call Waiting.

Advised customer o add a comma afier programmed Call Wailing block code.
This resolved previoos inability to place outhound caplioned call.

CapTel-Complaines

Tngaire Dote 8062009
Record IIY 134579

Calf Taken By CTT

CA Nam ber

Responded By JL.
Response Date 8062009
Resolutioa 8062009

Dialing/Sclup - Dialing Prelix.

Advized customer 1o remove mistaken dialing prelix programmed in muenu of
CapTel. Conlirmed this adjusiment resolved cusiomer's experience,

CapTel—Complaius

lTagqaire Date 8062009
Record ID 114581

Calt Taken By CTI

CA Mamber

Responded By J.L.
Respouse Date BR800
Resolfation 8062009

DialingfSeiup - Call Wating,

Advizged coustomer i delcle misloken Call Waiting block code. Canlirmed this
adjusiment resolved cuslomer’s capenence.

CapTel—Complaines

Inguire Date B/28/200%
Record ID 139042

{all Taken By OTY

L4 Number
Respanded By T.J,
Response Date 8282009
Resolatlon B/28/2009

Dialing/Sclup - Call Wailing.

Advised customer of proper prograsuning of Call Waing tlack for successiul
outbound captiened calling. Conlinned Whis adjusiment resolved cusiomnear's
gxperience,




CapTel—-Complaints

Ingquire Date 3222009
Record ID 143374

Calf Taken By CTY

CA Number

Responded By E ¥
Response Date 97222009
Resolutlon $:22:2009

Dialing/Setup - Dialing Prefix.

Advised correspondent about proper programming ol dialing prefix lor outbound
caplioned calling.

CapTel—-Comploints

Inquire Date 1A/ 2000
Record ID 145717

Calt Taken By CIT

A Number

Responded By M.F.
Response Date IV82009
Reseletion 1762009

Dialing/Setup - Call Waiting.

Advised customer of proper programming of Call Waiting block for successful
outbound captioned calling. Confirmed (his adjustment resolved customer’s
EXPericle.

CapTel-Complaints

Inquire Date 107212009
Record 1D 148593

Call Taken Ry CIT

LA Number

Responded By T.J.
Response Date T0/21/2009
Resolution 1212000

Diialing/Setup - Call Wailing.

Advised cusionmer of proper programniug ol Call Wailing block fbr successiul
outhound captioned calling. Confirmed Lhis adjusiment eesolved cusiciner's
experience,

CapTel--Complaints

Inquire Dare 1Y21°2009
Record ID 148610

Call Taken By CTI

CA Nuniber

Responded By ET.
Respanse Date 1212009
Resolntion 10212009

Dialing/felup - Dialing Prefix.

Advised cuslomer lo remwpve nistaken dialing prefix and iiserl comect one [or
outhound eaplioned calling. Confinined this adjusineni reselved cusloner's
experience,

CapTel—Complaints

Inquire Date 127272085
Record I} 1559020

Call Taken By CIT

LA Nymber

Responded By S.T.
Response Date 12/2/200H)
Resofation 1222008

Accuracy of caplions.

Cusiomey shared [eedback regarding accuracy of caplions, and provided specilic
call data. C5 Rep apologized for incidence and thanked customer for the
feedback. Call detail was sliared with Call Cenler management for follow up with
the CaA by the CA's superyisor.




CapTel-Complaints

Inquire Dare 172572010
Record ID 165108

Lalf Taken By CTI

L4 Number

Respanded By MMo.
Respanse Dare 1/2572010
Resalution 12520140

Dialing Issue - Can't dial oul in caplion mode.

Customer's helper called noting dilficnlty making a call. Investigation showed
customer had a * in Lhe dialed number and was advised Lo try their call again.
Addiignally, customer inquired il there was a way o know who was calling
before picking up Lhe handsel, TSR advised she could order Caller ID service
through her telephone serviee provider.

CapTel-Complaints

Inquire Date 1/728/2010
Rocard ID [6527)

Call Taken By CIT

CA Numbay

Responded By RC.
Resporse Date 12672010
Resolurion 1262010

Dialing/Setwp - Call Wairing.

Cuslomer reponed being unable 1o make oulgoing callz. CER advized costomer of
proper prograinnling of Call Wailing block [br successiil oubound caplioned
calling. Confirined 1his adjnslnent resolved cusiower's experience.

CapTel-Complaints

Inquire Dare 27372018
Recard ID 1666816

Call Taken By CTI

A Number

Responded By J1
Respornse Pate 2732010
Resolution 232010

Ihal Tone - Hol heard.

Cusioiner reporied ne dial wone on his CapTel. CSR advised cuswomer lo perlorm a
physical reset. This resolved the customer's experience.

CapTel-Complaints

Inquire Date 2732010
Record ID 168791

Coll Taken By CTI

A Number

Responded By M.F.
Respanse Dare 2/3/2010
Resolution 2/172018

Dialing/Setup - Call Waiung.

Cuslomer was wiable (o dial oul wilh captions. CSEK advised cuslolner lo delete
inislaken Call Wailing block code. Conlirmed Lhis adjustment resolved cuslomer's
experience.

CapTel—Compilaines

Inquire Date /82010
Record ID 167321

Call Taken By CTI

CA Neumber

Responded By T
Resporse Dare 2782010
Resolntion 2/82010

Dial Tone - Hol heard.

Custgmer reporied no dial tone on theic CapTel phone. CSR advized costomer 1o
do a physical reset. Confirmed Lhis regolved issue.




Cap Tel-Complaints

inquire Date /2472010
Record ID 170284

Call Taken By CTT

CA Number

Responded By J.L.
Response Date NI4/2018
Resolution 2247010

Dizl Tone - Mol heard,

Customer's helper reporied no dial 1one on the CapTel. CSE advised a physical
reset. This resolved the cuslonier's experience.

CapTel-Camplaints

Inquire Date M25/2018
Record ID 184357

Call Taken By CTH

LA Number

Responded By T.J1.
Response Dare 152018
Resolurion 27252018

Dialing/Semp - Call Wailing.

Customer's helper reporied imability o diz] out. CSR advised cusioner of proper
progranmming of Call Wailing bleck for sucecasiul cutbound captioned calling.
Confirnied this adjusinient resolved cuslomer's Expenience.

Cap Tel—Complaints

Inguire Dege 37372010
Record ID 171635

Call Taken By CTJ

CA Number

Responded By K.F.
Response Date 3372010
Resolurion 3734010

Dial Tone - Nol heard.

Cugtomer's belper said the plione no longer had a dial lane, TSR advised helper 1o
periprmn 2 physical reser which resolved the customer's experieuce.

CapTel-Complaint

Inguire Duwe 4752010
Record ID 177087

Call Taken By CTS

CA Number

Rerponded By M. P
Response Dare 45 20100
Retolufion L5 2018

Dialing/Setup - Call Wailing.

Customer's niece called and stated thar customer is unable Lo place caplioned calls.
CSH advised customer's niece 1o remove the mistaken call waiting block entered in
the menu of cusiomer's CapTel phone. Conhirmed this mesolved cuslomer's
experience,

CapTel-Complainis

Ingquire Date 81773018
Record Iy 183927

Calf Taken By CT{

CA Number

Responded By MF
Response Date 5/17/2018
Resolution 57172010

Dial Toue - Nol heard.

Customer repuried having no dial Wne on her CapTel phone. CSE advised
peroning a physical reset of the phong, Confiomed customer i now using e
CapTel plione surcessiully,




CapTel-Compiaints

Ingivire Date 05/21/2010
Record ID 184818

Calf Taken By CIi

A Number

Respanded By JL
Besporse Date 05/212010
Besolurien 03212010

Dhal Tone - Not leand.

Customer reported no dial 1one heard on the CapTel. After [urher troubleshoating,
CSR adviged customer lo conlact izsuing agency for repair or replacement.




